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Billing Performance (Bl)

Bl-1 Timeliness of Dail

The number of business days from
made available to the CLEC on the Daily Usage Feed (DUF). Measured in percentage of usage records
transmitted within four (4} business days. One report covers both UNE and Resale. For CLECs requesting
this service, usage records wili be provided to CLECs each business day. The usage process starts with
collection of usage information from the switch. Most offices have this information teleprocessed to the data
center. Not all offices poll usage every business day. Weekend and holiday usage is captured on the next
business day. Usage for all CLECs is collected at the same time as VZ's.

Note:

¢ Verizon New York monitors the level of service order errors with the potential of delaying usage feeds;

« Verizon New York monitors the timeliness of the usage feed to the process on a daily basis; and
Verizon New York offers its CLEC customers the option of receiving EMI usage feeds through the Network
process {0 increase the timeliness of delive

) multiplied by 100

= CLEC Aggregate
CLEC Specific

e New York

|1-1 : o Metric Not in se in Verizon North
BI-1-02 % DUF in four (4) Business Days

Calculation Numerator Denominator

Number of usage records on daily usage feed | Number of Usage Records on DUF tapes
tapes processed during month, where the processed during month.

difference between current date and call date
is four (4) days or less.

BI-1-03 Metric Not in Use in Verizon North
BI-1-04 Metric Not in Use in Verizon North
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E— BI-2 Timeliness of Carrier Bill

Company
___- gregate » New York

The percent of carrier bills sent to the carrier, unless the CLEC requestssecial treatment, within 10
business days of the bill date. The bill date is the end of the billing period for recurring, non-recurring and
usage charges.

Verlzon Test Orders

Geography:

Timeliness of Carrier Bill

Calculation

Numerator

Denominator

Number of carrier bills sent to CLEC # within
10 business days of bill date.

Number of Carrier Bills distributed.

% Sent to Carrier, unless other arrangements are made with CLEC
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Bl — 3 Billing Accur .' Claims Processing

+ These sub-metrics measure the promptness with which Verizon acknowledges and resolves CLEC
billing adjustment claims. (Note specific content of acknowledgement and resolution statement to be
discussed at an operational meeting date TBD). Business hours for receipt of billing claims are
Monday through Friday, 8:00AM until 5:00PM, excluding Verizon legal holidays;

e CLEC billing adjustment claims received outside these business hours shall be considered received at
8:00AM on the first business day thereafter.

Day of receipt shall be considered Day zero (0} for computing acknowledgement performance.
Day of acknowledgement of a billing claim is considered Day zero (0) for computing resoluticn
performance.

+ CLEC clalms for adjustments such as: charges for dlrectones mcentlve regulatlon credlts credlts for
performance remedies, out-of-service credits, and special promotional credits.

Company ography:
s CLEC Aggregate e New York

These sub—metrlcs are reported at a state secmc level.

I-3-01 Metrics not in use in Verizon North §

through BI-3-

03

BI-3-04 % CLEC Blll:ng Claims Acknowledged wuhm two (2) Business Days

Calculation Numerator: - -~ i : . v Denominator.

e ) | Number of biiling claims acknowledged Total number of valid/complete billing
during the month within two busmess days. | adjustment claims acknowledged during the

maonth.

BI-3-05 % CLEC Billing Claims Resolved W|th|n 28 Calendar Days After Acknowledgement

Calculation Numerator —~ = = .- Denominator -
Number of billing adjustment claims during | Total number of billing adjustment clalms
the month resolved within 28 calendar days | resolved during the month.
after acknowledgement.
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Section 7

Operator Services & Directory Assistance

(OD)
Function Number of
Sub-metrics
OD-1  Operator Services/Directory Assistance — Speed of 2
Answer .-
OD-2  LIDB, Routing and OS/DA Platforms 0
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Operator Services and Databases (OD)

OD-1 Operator Services/Directory Assistance — Speed of Answer

Standard: Average Speed of Answer provided at parity with Verizon retail

For metric OD-1-01 Operator Services — Speed | Geography
of Answer + New York
Company:

* New York Retail (and Resale)
* New York CLEC (facility based and UNE-P)

For metric OD-1-02 Directory Assistance —
Speed of Answer

+ New York Retail {and Resale)
¢ New England Operator Service Centers #

0OD-1-01 Average Speed of Answer — Operator Services
Calculation Numerator Denominator
Sum of call answer time from the time the Number of Calls Answered.

calls enter the gueue for an operator to the
time the calls are answered by an operator.

OoD-1-02 Average Speed of Answer — Directory Assistance
Calculation Numerator Denominator
Sum of call answer time from the time the Number of Calls Answered.

calls enter the queue for an operator to the
time the calls are answered by an operator.

* |f no NY CLEC traffic is handled by these centers, the data will not be reported.
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OD-2 LIDB, Routing and OS/DA Platforms |

LIDB:
¢ LIDB reply rate to all query attempts: Bellcore produced standard
o LIDB query time out: Bellcore produced standard

e Unexpected data values in replies for all LIDB queries: 2%

¢ Group troubles in all LIDB queries Delivery to OS Platform: 2%
800 Database: Bellcore produced standard

AIN: Belicore produced standard
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Section 8

General and Miscellaneous Standards

(GE)
Function Number of
Sub-metrics
Directory Proofs 0
Poles, Ducts, Conduit and Rights of Way 0
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General (GE)

r "-to -

VZ does not provide directory proofs to CLECs. VZ provides Listing Verifications Report 90 days before
close out date and provides a Directory Listings view of Listings through the Web-GUI. All business rules
are documented in the CLEC and Reseller Handbook.

‘Metrics Not | _
Verizon New York does not have the capablllty to report this performance area.

Verizon New York has specific performance guidelines contained in its pole attachment and conduit license
agreements that are consistent with applicable Federal and State requirements. Verizon New York will
respond to requests for its engineering records information, and requests for access to its carrying plant in
accordance with Verizon’s specific performance guidelines.

‘Metrics Not Reported e 5 SRl

Verizon New York does not have the capability to report thls performance area.
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Glossary

Application Date

The date that a valid order is received.

ASR

Access Service Request

VZ Administrative
Orders

Orders completed by VZ for administrative purposes and NOT at the request of a
CLEC or end user. These also include administrative orders for VZ official lines
and LIDT (Left in Dial Tone). [SWO<>"NC", “NF7 [CLS<>TOV, or
CLS_2<>TOV].

Basic Edits

Front-end edits performed by DCAS prior to order submission. Basic Edits
performed against DCAS provided source data include the following validations:
State Code must equal NY, CT, MA, ME, NH, VT, RI; CLEC Id can not be blank;
All dates and times must be numeric; Order Type must be ‘1','2','3'’4"; Svc
Order Type must be ‘0", ‘1" ‘2", Flowthru Candidate Ind and Flowthru Indicator
must be 'Y’ or '‘N’; Lines Number must be numeric; Service Order Classification
must be ‘0" or *1'; Confirmation Method must be ‘E’, ‘M’ ‘W’; Each submission
must have a unique key (PON + Ver + CLEC Id + State); Confirmation, Reject
and Completion Transactions must have matching Submission record. Any
changes to basic edits will be provided via VZ Change Control procedures.

BFR

Bona Fide Request Process (BFR): Refer to Appendix D for a summary of the
BFR process.

Colliocation Milestones

Refer to the state tariff for specific collocation intervals.

In Physical Collocation, the CLEC and VZ control various interim milestones
they must meet to meet the overall intervals. The interval clock will stop, and the
final due date will be adjusted accordingly, for each milestone the CLEC misses
{(day for day).

Prior to the CLEC beginning the installation of its equipment, the CLEC must
sign the VZ work completion notice, indicating acceptance of the multiplexing
node construction work and providing VZ with a security fee, if required, as set
forth in Section 5.5.5. Payment is due within 30 days of bill date. The CLEC
may not install any equipment of facilities in the multiplexing node(s) until after
the receipt by VZ of the VZ work completion notice and any applicable security
fee.

in Virtual Collocation, VZ and the CLEC shall work cooperatively to joinily plan
the implementation milestones. VZ and the CLEC shall work cooperatively in
meeting those milestones and deliverables as determined during the joint
planning process. A preliminary schedule will be developed outlining major
milestones including anticipated delivery dates for the CLEC-provided
transmission equipment and for training.
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Change Management
Notices

Change Management Notices are notices sent to the CLECs to notify CLECs of
scheduled interface-affecting changes.

CLEC Trunk requests

< = 192 Forecasted Trunks are requests for 192 trunks or less that are forecasted
by the CLEC and are not projects.

> 192 and Unforecasted Trunks are requests that are for greater than 192 trunks,
or are not forecasted hy the CLEC, or are projects.

Common Final Trunk
Blockage:

Common final trunks carry traffic between VZ end offices and the VZ access
tandem, including tocal traffic to VZ customers as well as CLEC customers. (In
rare circumstances, it is possible to have a common final trunk group between two
end offices.) The percentage of VZ common final trunk groups carrying local traffic,
exceeding the applicable blocking design standard (either B.01 or B.005)} will be
reported. All CLEC trunks are engineered at the B.005 level. In all but the
Washington Metropolitan area, local common trunks are engineered at the B.005
level. In the Washington Metropolitan area, common trunks are engineered at the
B.01 level.

Common Trunks:

High Usage Trunks carry two-way local traffic between two VZ end offices. High
Usage Common Trunks are designed so that traffic will overflow to final trunk
groups, Local trunks are designed such that no more than 0.5% (B.005 standard)
of traffic will overflow during the busy hour in all Verizon New York geographies.

Final Trunks: (All Verizon except New York LATA) Final Trunks carry two-way
local and long distance IXC traffic between an end office and an access tandem
switch. Common Final Trunks are designed so that no more than 0.5% (B.005
standard) of traffic will block during the busy hour.

Final Trunks — Local {NY LATA 132) Final Trunks carry local two-way traffic
between an end office and an access tandem switch. Common Final Trunks are
designed so that no more than 0.5% (B.005 standard) of traffic will block during the
busy hour.

Final Trunks — IXC {NY LATA 132 and Washington Metropolitan Calling Area)
Final Trunks carry long distance IXC two-way traffic between an end office and an
access tandem switch. Common Final Trunks are designed so that no more than
0.5% (B.005 standard) of traffic will block during the busy hour.

Company Initiated
Orders

Provisioning orders processed for administrative purposes and not at customer
reguest.

Company Services

Official Verizon Lines

Completion Date

The date noted on the service order as the date that all physical work is completed
as ordered.

Coordinated Cut over

A coordinated cut-over is the live manual transfer of a VZ end user to a CLEC
completed with manual coordination by VZ and CLEC technicians to minimize
disruptions for the end user customer. Alsc known as a Hot Cut. These all have
fixed minimum intervals.

CPE

Customer Premises Equipment.

Cut-Over Window

Amount of time from start to completion of physical cut-over of lines:
One (1) to nine (9} lines: one (1) hour
10 to 49 lines: two (2) hours
50 to 99 lines: three {3) hours
100 to 199 lines: four (4) hours
200 plus lines: eight {8) hours

DCAS

Direct Customer Access System (DCAS): The system developed initially for the
North States (CT, MA, ME, NH, NY, Rl and VT) for a CLEC to transact with
Verizon. DCAS supports GUI and EDI transactions. Request Manager will
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| eventually replace DCAS.
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Dedicated Final
Trunks Blockage:

A dedicated final trunk group does not overflow. Dedicated final trunk groups carry
local traffic from a VZ Access Tandem to a CLEC switch. All dedicated final trunk
groups to the CLECs are engineered at a design-blocking threshold of B.005.

Dedicated Trunks

High Usage Trunks — CLEC Intercennection: carry one-way traffic from a CLEC
end office to a Verizon Tandem Office or carry two-way local traffic between a
Verizon end-office and a CLEC end-office. High Usage Common Trunks are
designed so that traffic will overflow to final trunk groups. Local trunks are
designed such that no more than 0.5% (B.005 standard) of traffic will overflow

during the busy hour in all Verizon geographies. These trunks are ordered by the
CLEC.

Final Trunks — CLEC Interconnection: carry one-way traffic from a CLEC end-
office to a Verizon Tandem Office or carry two-way traffic between an end-office
and a tandem switch. CLECs order these trunks from VZ and engineer to their
desired blocking design threshold.

High Usage Trunks — VZ to CLEC Interconnection: carry one-way local traffic
from a Verizon end-office to a CLEC end-office. High Usage Common Trunks are
designed so that traffic will overflow to fina! trunk groups. Local trunks are
designed such that no more than 0.5% (B.005 standard) of traffic will overflow
during the busy hour in all Verizon geographies. VZ orders these trunks from
CLECs.

Final Trunks — VZ to CLEC Interconnection: carry one-way traffic from a VZ end
office or a tandem switch. Final Trunks are designed so that no more than 0.5%
(B.005 standard) of traffic will block during the busy hour in all Verizon
geographies. VZ orders these trunks from CLECs.

High Usage Trunks — IXC Feature Group D: carry two-way traffic between a
Verizon end-office and an IXC POP. High Usage Trunks are designed so that
traffic will overflow to final trunk groups. 1XC trunks are designed such that no more
than 0.5% (B.005 standard) of traffic will overflow during the busy hour in all
Verizon geographies. IXCs order these trunks from VZ.

Final Trunks — IXC Feature Group D; carry two-way traffic between and end-
office and a tandem switch. Common Final Trunkz arg designed so that no mere
than 0.5% (B.005 standard) of traffic will block during the busy hour in all Verizon
geographies. IXCs order these trunks from VZ.

Dispatched Orders:

An order requiring dispatch of a Verizon Field technician outside of a Verizon
Central Office. Intervals differ by line size. In ali areas, for orders greater than or
equal to 10 lines, a facility check is required and the interval negotiated. In many,
but not all areas, a facility records check {(in Engineering) is also performed for
orders with six (8) to nine (9) lines.

Dispatched Troubles:

Loop or Drop Wire Troubles reports found to be in drop wire or outside plant.
Disposition codes 03 or 04.

Disposition Codes

The code assigned by the Field Technician upon closure of trouble. This code
identifies the plant type/location in the network where the trouble was found.

DUF

Daily Usage Feed:

FOC

Firm Order Confirmation.

Front End Close-Out

A trouble report closed with the customer on the line usually within 10 minutes of
receiving the trouble from the customer. These include cancellations by the
customer or CLEC. Disposition Codes: 0741(RE<10), 0747, 0706(CP=291).
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LIDT

Left in Dial tone Orders. These are orders used after a customer has moved out
of a residence dwelling and the line has been disconnected for billing — to leave in
reserve Office Equipment {OE) assigned to the cable pair in the Central Office..
Once another customer moves into the location a second order is written to
remove the LIDT status to enable the customer order to process. These are not
customer-requestad orders.

Loop Qualification

Loop qualification is the manual step whereby it is determined if the loop facility
meets or can be made to meet specifications necessary for ISDN services or
xDSL services.

LSR Local Service Reguest

LSRC Local Service Reguest Confirmation

Mechanized Flow- Orders received electronically through the ordering interface (DCAS) and requiring
Through: no manual intervention to be entered into the SOP.

Missed Appointment
Codes

Verizon Missed Appointment Codes: CB = Business Office, CC = Common
Cause, CE = Equipment, CF = Facility, CL = Load (lack of work forces), CS =
Switching/programming, CO = Company Other

Customer Missed Appointment Codes: SA = Customer Access, SR = Customer
Not Ready, SO = Customer Other, SL = Customer requested later due date

Negotiated Intervals

A process whereby Verizon New York and the CLEC discuss and come to a
mutual agreement on a delivery date of requested services. This agreement should
be based on customer, CLEC and Verizon New York requirements; including but
not limited to equipment, facility and work resources required for completing the
requested services. Both the CLEC and Verizon New York should be able to
explain the requirements and positions for the discussion,

Network Troubles

Troubles with a disposition code of 03 {Drop Wire), 04 (Loop), or 05 (Central
Ofiice). Excludes Subsequent reports {additional customer calls while the trouble
is pending), Customer Premises Equipment (CPE) troubles, troubles reported but
not found on dispatch (Found OK and Test OK), and troubles ciosed due to
customer action.

Non-Mechanized:

Crders that require some manual processing. includes orders received
electronically that are not processed directly into the legacy provisioning systems,
and are manually entered by a VZ representative into the VZ Service Order
Processor {SOP) system. For orders not received electronically {(such as faxed or
courier orders}, 24 hours are added to all intervals.

No-Dispat_ch Troubles:

Troubles reports found to be in the Central Office, including frame wiring and
translation troubles. Disposition Codes 05,

No-Dispatch Orders:

Orders completed without a dispatch outside a Verizon Central Office. Includes
orders with translation changes and digpatches inside a Verizon Central Office.

QOrders with = 10 lines:

in some geographic areas, a facility check is completed on orders greater than five
(5) lines. In all geographic areas, orders with 10 or greater lines require a facility
check prior to order confirmation and due date commitment.

085S

Operations Support Systems

Parsed CSR

The Parsed CSR transaction returns fielded Customer Service Record data to the
customer when the PARSEIND fieid = Y on the inquiry. The parsed CSR
transaction enables CLECs to populate their ordering template. This transaction is
available on EDI and CORBA. The Verizon Parsed CRS fransaction supports
POTS accounts, it currently does not support complex accounts including ISDN
and Centrex.

POTS Services

Plain Old Telephone Services {(POTS) include all non-designed lines/circuits that
originate at a customer's premise and terminate on an OE (switch Office
Equipment). POTS include Centrex, basic ISDN and PBX trunks.

PON

Purchase Order Number: Unique purchase order provided by CLEC to VZ pilaced
on LSRC or ASR as an identifier of a unigue order.
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Projects Projects are designated by CLECs. For Trunks, any request for a new trunk
group, augment for more than 384 trunks, complex (E911 or DA) or request out
of the ordinary requiring special coordination, such as rearrangements is
considered a project.

For Special Services ordered via ASRs the following is considered a project:
UNE IOF Projects — New connects: The A or Z end of the circuit must be at the
same location, and the number of circuits for DS1 is eight {(8) or more circuits,
and for DS3 is eight {8) or more circuits.

UNE Loop Projects — New connects: The A or Z end of the circuit must be at
the same location, and the number of circuits to qualify for a project are :  for
DS1 = 10 or more circuits, for DS3 10 or more circuits,

Coordinated Conversions (when one CLEC assumes another CLECs circuits due
to bankruptcy, takeovers or mergers):

For additional information on Special Services projects, refer to the CLEC
Handbook.

Reject An order is rejected when there are omissions or errors in required information.
Rejects also include queries where notification is provided to a CLEC for
clarification on submitted orders. The order is considered rejected and order
processing is suspended while a request is returned or queried.

Run Clock A measure of duration time where no time is excluded. Duration time is
calculated comparing the date and time that a trouble is cleared to the date and
time that the trouble was reported.

Segment Segments are parts of whole orders. [NVL SEGMENT, 0=<1] A segment is
used to apportion a longer order to meet limitations of record lengths. Similar to
a separate page or section on the same order.

S0P Service Order Processor

Special Services

Any service or element involving circuit design. Any service or element with four
wires. Any DS0, DS1 and DS3, no access service. Excludes trunks. I0F and
EEL are separately reported for provisioning.

Stop Clock

A measure of duration time where some time is exciuded. The clock is stopped
when iesting is occurring, VZ is awaiting carrier acceptance, or VZ is denied
access.

Suspend/Restore Crders

Orders completed by VZ to suspend for non-payment or restore for payment
subject to New York PSC Collections guidelines. [SNPRES_IND.IS NOT NULL]

Test Orders Orders processed for “fictional” CLECs for VZ to test new services, attestation of
services  etc. Includes the  following CLEC  AECN’s:  ‘DPC’,
‘DPCL’NYNX'ZKPM',"ZPSC’ "ZTKP* " ZTPS’ ZIIM".

TGSR Trunk Group Service Reguest. A reguest that CLECs submit to Verizon to

request augmentation to the Verizon network to accommodate an increase in
CLEC volume.
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Two wire digital I1SDN
Loop

2-Wire unbundled digital loop (previously called 2-Wire Digital Loop) that is
compatible with ISDN basic Rate service. It is capable of supporting
simultaneous transmission of two (2) B channels and One (1) D channel. it must
be provided on non-loaded facilities with less than 1300 OHMs of resistance and
not more than & kft of bridge tap. This service provides a digital 2-wire enhanced
channel. It is equivalent to a 2-wire loop less than 18,000 feet from the NID at
the end user's premises to the main distributing frame {which is connected to
the CLEC's collocation arrangement), in Verizon’s Central Office where the end
user is served. The 2-wire digital — ISDN BRI loop, currently offered by Verizon,
is designed to support the Integrated Services Digital Network {ISDN) Basic Rate
Service which operates digital signals at 160 kilobytes per second (kbps). The
2-wire digital — ISDN BRI loop is only available to the CLEC for use in
conjunction with the provision of local exchange service and exchange access to
its end-users.
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Product identification descriptions:

Retail Major Customer Name/Number entered on Provisioning order first four (4)
characters does not contain the values "RSID" which indicates resold or
"AECN" which indicates unbundled.

Resale Major Customer Name/Number entered on Provisioning order-first four (4)
characters does contain the value "RSID" the 6th through 10th indicate
reseller id. RSID except test and training RSID orders
Ordering: ORDER-TYPE of ORDERING-MASTER-REC = 1’

UNE Major Customer Name/Number entered on provisioning order- first four (4)
characters contains the values "AECN" which indicaies unbundied.
Characters 6 through 10 indicate the Telecommunications carrier id.
Qrdering: ORDER-TYPE of ORDERING-MASTER-REC = ‘2" or '3’

POTS - Total Two-wire analog service with a telephone number and POTS class of service.
Includes analog loop {SVGAL).

Ordering:

* Service order classification of ordering master rec = 0

Provisioning:

s Pots Orders are defined as not having a circuit layout (CL_FID IS NULL)
or are not for ISDN service (SCM_2 IS NULL)

Maintenance:

» Class Service = 04/05/06/07/08/09/10/13/19/20/21

Complex: Provisioning:

e ISDN Basic Rate: Secondary Service Code Modifier (SCM_2) is not
blank

ISDN Primary: Service Code Modifier (SCM} begins with “IB”
« 2-Wire Digital Services
s 2-Wire xDSL Services
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Special Services

Special Services are services that require engineering design intervention.

These include such services as: high capacity services (DS1 or DS3),

Primary rate ISDN, 4 wire xDSL Services, digital services and private lines or

foreign served services (a line physically in one exchange, served by another

through a circuit).

Ordering:

» Service order classification of ordering master rec = 1

Provisioning:

e CL_FID is not NULL

Maintenance:

s« Criteria for inclusion is Circuit format (cfmt) is 's','t,'2','3" as defined by
Belicore standard, report category (rpt_cat) is "CR" indicating a
Customer Reported trouble, circuit format does not indicate (fourth
character of circuit id for a length of 2) "TK".”IB","DI","DO" because
these are considered POTS, 7th character of circuit id does not indicate
official Verizon line as defined by Bellcore standard practice, trouble
code (irbl_cd) is either "FAC" or "CO" indicating the trouble was found in
the Facility-cable (from Central Office to customers location), or in the
Central Office (the trouble was found within the Verizon Central Office),
Maintenance center (MCTR) is not training or blank which excludes
troubles entered for employee training purposes, Subsequent calls on
the same trouble are not included in these metrics, Troubles are
excluded where circuit id {cktid character 4 for a length of 2) indicates
non-UNE access tariff filing.

For Trunks:

For Maintenance: Criteria for inclusion is Circuit format {(cfmt) is ‘M’ as
defined by Bellcore standard, report category {rpt_cat) is "CR" indicating a
Customer Reported trouble, trouble code {trbl_cd) is either "FAC" or "CO"
indicating the trouble was found in the Facility-cabte (from Central Office to
customers location) or in the Central Office (the trouble was found within the
Verizon Central Office), Maintenance Center (MCTR) is not training or blank
which excludes troubles entered for employee training purposes,
Subsequent calls on the same trouble are not included in these metrics.
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Trunk Maintenance:

November 15, 1999

Appendix A

Specials and Trunk Maintenance Code Descriptions

Included are all Message Trunk troubles reported by the customer that were caused by a problem within
the Verizon network. This does not include troubles for (Special Access) circuits under the Access tariff,

Criteria for inclusion is Circuit format {cfmt) is ‘"M’ as defined by Bellcore standard, report category
{rpt_cat) is "CR" indicating a Customer Reported trouble, trouble code (trbl_cd) is either "FAC" or "CO"
indicating the trouble was found in the Facility-cable {from Central Office to customers location) or in the
Central Office (the trouble was found within the Verizon central office), Maintenance center (MCTR) is not
training or blank which exciudes troubles entered for employee training purposes, Subsequent calls on
the same trouble are not included in these metrics.

Measure
Trunks:

criteria

total lines

Count of all Message Trunks that are currently working...l.e.
provisioning work is complete.

total network troubles

trouble close out code indicates the trouble was found in the
facility or central office part of the Verizon Network - trbl_cd is
I!FACII Or OICOII .

Network trouble report rate

total network troubles divided by total werking lines then multiply
by 100

mean time 1o repair

average {mean) of all duration times for receipt of the trouble
within the Verizon Operating Support System to the time the
circuit was restored to service to the customer
....avg(actual_dur) ....the actual_dur field does not contain any
time where the Verizon technician could not gain access to the
customer location.

out of service

This is used as the divisor for all of the out of service
metrics.....upon initial contact with the customer it is determined
that the circuit is completely out of service and not just intermitent
problem (osi = 'y'} and that the trouble completion code indicated
that a trouble was found within the Verizon network {irbl_cd is
"FAC" or "CO")

out of service over 24

The trouble report entry indicated that the circuit was out of
service (osi is 'y") to the customer and that the trouble was
reported more than 24hours before it was resolved (actual_dur is
> 1440 minutes or 24 hrs) and that the troubie close out code
indicates that a trouble was found within the Verizon Facility or
Central office network (trbl_cd is "FAC" or "CO"}.

% out of service over 24

total troubles out of service more than 24 hours divided by total
troubles that were out of service to the customer then muitiply by
100




Appendix A
Maintenance Additional details
Continued

repeats Total troubles entered - where a previous trouble report on the
same circuit occurred within the previous 30 days. Trouble is
scored as a "repeat”. Count of all repeats {rpr_flag is 'y} where
trouble close out code indicates trouble was found within the
Verizon Network.

% repeats Total repeated troubles divided by total troubles...then multiply
by 100.

Trunks:

trcuble code the code that identifies the type of trouble found

Repeat The flag indicates that this trouble report was received within 30

days of the restoral date of the iast trouble reported on the circuit.

out of service indicator The flag is set to 'y" if the circuit was out of service when the report
was taken, or was scored as out of service during the life of the
trouble. For designed circuits the flag is always set to y

Specials Services Maintenance:

included are all special service troubles reported by the customer that were caused by a problem within
the Verizon network. This does not include troubles for special access circuits under the Access tariff.

Criteria for inclusion is Circuit format (cfmt) is 's".'t",'2','3' as defined by Bellcore standard, report category
{rpt_cat} is "CR" indicating a Customer Reported trouble, circuit format does not indicate (fourth
character of circuit id for a length of 2} "TK","IB"."DI","DO" because these are considered POTS, 7th
character of circuit id does not indicate official Verizon line as defined by Bellcore standard practice,
trouble code {rbl_cd) is either "FAC" or "CO" indicating the trouble was found in the Facility-cable (from
Central Office to customers location) or in the Central Office (the trouble was found within the Verizon
central office), Maintenance center (MCTR} is not training or blank which excludes troubles entered for
employee training purposes, Subsequent calls on the same trouble are not included in these metrics,
Troubles are excluded where circuit id (cktid character 4 for a length of 2) indicates access tariff filing.
table will be provided.

Measure Criteria

Special Services:
total lines count circuits where center (MCTRY) is not blank, not an official
service (cktid 8,1) is not z (lines are in a different data base than
specials and the circuit id field has a different layout),and only
count 1 end of a point to point circuit (CKLEND='Z") z indicates
customer location.

total network troubles trouble close out code indicates the trouble was found in the facility
or central office piece of the special services circuit - trbl_cd is
IIFAC" Or "CO" .

Network trouble report rate total network troubles divided by total working lines then multiply by
100.

total troubles loop trouble close out code indicates the trouble was found in the facility

portion of the Verizon Network - {trbl_cd is "FAC")
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network trouble report rate- loop

total troubles loop divided by total lines multiply by 100

total troubles "CQO"

trouble close out code inicates the trouble was found in the central
office portion of the Verizon Network - {trbl_cd is "CO").

network trouble report rate - co

total troubles central office divided by total lines then multiply by
100.

mean time to repair

Average (mean) of all duration times for receipt of the trouble within
the Verizon Operating Support System to the time the circuit was
restored to service to the customer ....avg{actual_dur} ....the
actual_dur field does not contain any time where the Verizon

technician could not gain access to the customer location.

Special Services:

mean time to repair loop

average {mean) of all duration times for receipt of the loop trouble
within the Verizon Operating Support System to the time the circuit
was restored to service to the customer ....avg(actual_dur) and
trbl_cd is "FAC"....the actual_dur field does not contain any time
where the Verizon technician could not gain access to customer
location

mean time to repair co

average (mean) of all duration times from receipt of the CO trouble
within the Verizon Operating Support System to the time the circust
was restored to service to the customer ...avg{actual_dur) and
trbl_cd is "CQ"...the actual_dur field does not contain any time
where the Verizon Technician could not gain access to the
customer location or the customer was verifying the status of the
circuit.

out of service

This is used as the divisor for all of the out of service
metrics.....upon initial contact with the customer it is determined
that the circuit is completely out of service and not just intermittent
problem (osi ='y') and that the trouble completion code indicated
that a trouble was found within the Verizon network (trbl_cd is
"FAC" or "CO").

out of service loop

This is used as the divisor for all of the loop out of service
metrics.....upon initial contact with the customer it is determined
that the circuit is completely out of service and not just intermittent
problem (osi = 'y") and that the trouble completion code indicated a
trouble was found within the LOOP piece of the Verizon network
(trbl_cd is "FAC").

out of service co

This is used as the divisor for all of the CO out of service
metrics.....upon initial contact with the customer it is determined
that the circuit is completely out of service and not just intermittent
problem (osi = 'y') and that the trouble completion code indicated
that a trouble was found within the CO piece of the Verizon
network (trbl_cd is "CO").
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out of service over 24

The trouble report entry indicated that the circuit was out of service
{osi is 'y} to the customer and that the trouble was reported more
than 24hours before it was resolved (actual_duris > 1440 minutes
or 24 hrs) and that the trouble close out code indicates that a
trouble was found within the Verizon Facility or Central office
network {trbl_cd is "FAC" or "CQ").

% out of service over 24

total troubles out of service more than 24 hours divided by total

troubles that were out of service to the customer then multiply by
100.

out of service over 24- loop

The trouble report entry indicated that the circuit was out of service
{(osi is 'Y") to the customer and that the trouble was reported more
than 24hours before it was resolved (actual_duris > 1440 minutes
or 24 hrs) and that the trouble close out code indicates that a .
trouble was found within the Verizon Facility network {trbl_cd is
"FAC").

% out of service over 24 loop

total troubles out of service more than 24 hours lcop divided by
total troubles that were out of service - loop to the customer then
multiply by 100.

out of service over 24- CO

The trouble report entry indicated that the circuit was out of service
{osi is 'y"} 10 the customer and that the trouble was reported more
than 24hours before it was resolved (actual_dur is > 1440 minutes
or 24 hrs) and that the trouble close out code indicates that a
trouble was found within the Verizon Central Office network {trbl_cd
is "CO"™.

% out of service over 24 CQ

total troubles out of service more than 24 hours CO divided by total
troubles that were out of service - CO to the customer then multiply
by 100.

repeats

total troubles entered - where a previous frouble report on the
same circuit occurred within the previous 30 days. Trouble is
scored as a "repeat”. Count of all repeats (rpr_flag is 'y") where
trouble close cut code indicates trouble was found within the
Verizon Network.

% repeats

Total repeated troubles divided by total troubles...then muitiply by
100.

trouble code

the code that identifies the type of trouble found

Repeat

The flag indicates that this trouble report was received within 30
days of the restoral date of the last trouble reported on the circuit.

out of service indicator

The flag is set to 'y’ if the circuit was out of service when the report
was taken, or was scored as out of service during the life of the
trouble. For designed circuits the flag is always set to y
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Example of Actual coding for Out of Service Specials:

stop oos le 3 (5)

actual_dur is le 003:00 (hrs/min) and osi is y and trbl_cd is co

% stop oos le3(5)

stop 0os le 3(5) / total 0os & * 100

stop oos le 4(5)

actual_dur is le 004:00 (hrs/min) and osi is y and trbl_cd is co

% stop oos le 4(5)

stop oos le 4(5) / total cos 5 * 100

stop oos le 4 (3,4}

actual_dur is le 004:00 (hrs/min) and osi is y and trbl_cd is fac

% stop oos le4(3,4)

stop 00s le 4(3,4) / total oos 3/4 * 100

stop oos le 16(3.4)

actual_dur is le 016:00 (hrs/min) and osi is y and trbl_cd is fac

% stop oos le 16(3,4)

stop oos le 16(3,4) / total oos 3/4 * 100
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Provisioning Codes
SORD Code Tables: (Service Order Database Codes)

ORDER TYPE:

Defines what type of service is requested
N New Service
T The "To" portion when a customer moves From one address To another address
C Change request to existing service {(add or remove features/services)

Appointment Type Code (ATC):

This code identifies how the appointment date was derived

w The customer accepted the company's offered due date

X The customer requested a due date that was greater than the company's offered
Due date

S The customer requested a due date that was earlier than the companies offered
due date

C The customer requested a special due date to coordinate a hot cut.

R A due date could not be applied due to company or customer reasons.

Missed Appointment MAC):

When the original scheduled due date is missed a code is applied to the order to identify the reason for
the miss

Customer Missed Appointment:

SA Access could not be obtained to the customers premises( customer not at home)

SR Customer was not ready to receive the new service

S0 Any other customer caused reason for the delay (e.g., unsafe working conditions
at the customer site)

SL Customer requested a later appointment date prior to the due date

SP Customer requested an earlier appointment date prior to the due date

Under Development: CLEC Not Ready
Under Development: CLEC Not Ready — due to late FOC

Company {VZ) Missed Appointment:
CA The cable pair from the VZ central office to the customer premises could not be
Assigned by the due date due to any reason, including assignment load. If after
the due date it is determinad that no facilities were available, a CF miss is applied.

CB The VZ business office taking the request caused the delay (misplaced the corder)
cC A Common Cause that affected a large area caused the delay (Hurricanes/work
stoppages)
CF The assigned cable facility was bad
CL Not enough VZ technicians to complete the work on a given day
CoO Any other delay caused by the Company not listed here {e.g., Technicians truck
broke down)
cs The VZ Central office work was not complete (line not programmed)
SWO:
A code applied when the order is completed to identify the service grouping
NR Residence service
NL Small business (2 lines or less)
NV Large business (3 lines or more)
NF & NC Internal VZ service
NS Special services
NP VZ Coin services

NI Private Public Pay Phone (not VZ)



